To the Editor:
We read with interest the findings of Friedberg et al. that although a majority of physician groups reported using patient experience reports to improve group-wide performance, few focused on improving physician-patient communication. 1 In a recent na- It's unclear why so few quality improvement efforts have included education to improve clinician's patient-centered communication given the increased recognition of its importance. Participants in the study by Friedberg et al. reported sensitivity to low morale among primary care physicians and reluctance to engage physicians' skepticism about their patient experience reports. Changing physicians' communication behaviors is not an easy task. Strong evidence suggests that intensive training interventions, especially with longitudinal reinforcement sessions, can improve clinicians' communication with patients, enable patients to express their concerns and improve patients' satisfaction with care. 3, 4 Such training requires taking time away from practice and implementing systems to support interpersonal communication. Schwartz Center Rounds, which are offered in more than 200 hospitals, outpatient centers and nursing homes, provide a monthly or bi-monthly forum for clinicians and other team members to discuss the psychosocial and emotional aspects of care and their impact on patients, families and themselves. Attendees report enhanced attention to these issues; better communication with patients, family members, and colleagues; and decreased stress and isolation. 5 Further research is warranted on interventions designed to improve the capacity of physicians and physician groups to communicate effectively and to provide the emotional support that both patients and physicians believe can make life or death differences.
Compassionate care-defined as patient-centered communication and emotional support of patients-must be measured and valued on par with other clinical process and outcomes measures. Changes in provider reimbursement based in part on patients' experiences of care may provide the impetus for this culture change.
